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Appendix F: Indiana Complaint Logs from 2013 to 2017



Tally Date of Complaint Nature of Complaint Date of Resolution Explanation of Resolution

Complaint Tracking for IN (June 2012 - May 2013). Total Customer Contacts: 5

4 10/15/12 

The customer stated the she was in a conversation with a Customer 
Service Representative and she had some inquiries regarding billing. 
She stated that she did not receive a response so she repeated the 
message and eventually disconnected the call after two minutes of no 
response from the Customer Service Representative. I stated that I will 
forward this concern to appropriate personnel. Customer wishes a follow-
up via phone call.

3 08/23/12 
The customer complained that the agent's spelling was bad. Apologized 
to the customer for the inconvenience. Offered a follow-up, no follow-up 
required at this time.

08/23/12 
The supervisor met with this agent and coached on proper finger 

placement. The agent will be more attentive to typing style and accuracy 
in the future.

Spoke to the Operator and instructed him/her about the correct 
procedure, which is to dial out and type out the recording. Agent had 
requested for supervisor as instructed, but the inbound call had been  

disconnected.

The customer complained of spelling and bad grammar. The errors in 
the agent's typing, as observed on the screen by the supervisor, were 
not separating conjunction words and garbling letters within words typed. 
The supervisor apologized for the inconvenience and offered a follow-up 
to the customer. The customer requested to be transferred to customer 
service but then disconnected from the line before the supervisor had 
the opportunity to complete the transfer. No follow-up required.

08/23/12 
The supervisor met with the agent and coached on proper finger 

placement on the keyboard, as well as attentiveness to separating 
conjunction words as needed.

2 08/23/12 

02/11/13 

Communication Assistant understands that the call was not processed 
correctly and has been coached by the supervisor on how to process the 

Hearing Carry Over call procedure correctly. Follow-up letter sent via 
postal service as per request.

1 08/14/12 

The customer stated that he/she requested the recorded information to 
be typed after receiving text message (recording playing) from the 
Operator. But there was no response, so the customer requested for a 
supervisor and waited for a while. There was no response. Customer 
thinks that the Operator may have disconnected him/her. Apologized for 
the inconvenience. Did not want a follow-up.

08/14/12 

5 02/11/13 

Communication Assistant did not process the Hearing Carry Over call 
correctly and customer believes the agent needs to be retrained. 
Supervisor apologized for the inconvenience and assured the customer 
that the complaint was documented. Follow-up requested via postal 
service.

10/15/12 

Spoke with Customer Service Representative who advised that customer 
called to report they were having a problem with their TTY. The 

Customer Service Representative put the customer on hold to get a 
phone number for the customer and shortly after, the line was 

disconnected. Apologized to customer about the inconvenience and 
provided a phone number to the equipment program.



 
 
 
 

 
 
 
 
 
 

Indiana FCC Complaint Log 
2013-2014 

 



Tally Date of Complaint Nature of Complaint Date of Resolution Explanation of Resolution

2 05/27/14 

The customer stated that after providing the number, the only response from the 
Operator was the greeting macro.The customer requested a supervisor twice but 
when there was no response, the customer hung up and called back. Supervisor 
apologized for the inconvenience and informed the customer that the concern will 
be forwarded to the call center. The customer requested a follow up.

05/27/14 Operator does not remember the call, but knows that if a customer requests a 
supervisor, she needs to get one. Follow up email was sent on 05/29/2014.

Complaint Tracking for IN (06/01/2013-05/31/2014). Total Customer Contacts: 2

1 06/30/13 

"This Operator is not acting in a professional manner and acts as though he does 
not care. I do not need to place calls and have someone like him talking for me." 
The supervisor apologized for the inconvenience. No follow up requested from the 
customer.

06/30/13 The Operator number provided is not currently assigned.



 
 
 
 

 
 
 
 
 
 

Indiana FCC Complaint Log 
2014-2015 

 



Tally Date of Complaint Nature of Complaint Date of Resolution Explanation of Resolution

1 06/04/14 Customer provided some feedback on accuracy of the CapTel 800 in 1-Line 
mode.

07/06/14 Customer Service Representative apologized to the customer for their experience 
and investigated on her behalf. Customer Service Representative identified two 
calls with trouble tickets noting audio difficulties with speaker being too loud, too 
quiet, breaking up, and voice recognition difficulty. On 7/6/14, Customer Service 
Representative called the customer to follow up on their more recent experience 

and reached the Customer's son.  
Change to complaint category #07 authorized by Customer Relationship Manager 

on 11/14/14 as a result of a systemic coding error identified.

2 06/20/14 Customer reported that on a specific call, part of a statement was not included. 06/20/14 Customer Service Representative apologized for the incidence and thanked the 
customer for the feedback. Call detail was shared with Call Center management 

for follow up with the Operator by the Operator's supervisor. Call center 
management confirmed that the Operator that captioned the call is a new 

Operator and will be worked with to improve the Operator's ability to caption 
according to standards. Operator's supervisor increased monitoring frequency for 

the Operator to ensure consistent quality performance. Customer Service 
Representative followed up with the customer . Customer thanked the Customer 
Service Representative and noted the captions have been satisfactory since the 

call reported. 
Change to complaint category #07 authorized by Customer Relationship Manager 

on 11/14/14 as a result of a systemic coding error identified.

3 08/27/14 Customer stated that he asked the Operator to leave a message and typed out a 
message for the operator. The operator did not reply. The caller repeatedly tried 
to get operator to reply and confirm that the message was left. The operator did 
not reply. The caller gave the operator two minutes or more to reply. Apologized 

for the inconvenience. No follow up requested.

08/27/14 Operator was met and was coached the importance of placing the call and 
understood the consequence of not expediting the call.

4 10/08/14 The caller reported to Relay Customer Service that inmates at the Marion County 
Jail could not connect to the Indiana Relay number 800-743-3333. After ringing, a 

click sound was heard, then the line would disconnect. The trunk line numbers 
were provided so that a trouble ticket could be entered to resolve the issue. 

Customer Service thanked the caller for reporting the issue and entered trouble 
ticket number IM2697162. The caller requested follow up and provided his email 
address and phone number and asked for the Sprint technician to contact him 

directly for resolution. 

10/08/14 The Sprint Relay Program Manager for Relay Indiana contacted three Marion 
County Facilities, all are not able to provide information about whether they have 
deaf, Hard-of-hearing and/or Speech Disabled inmates due to confidentiality. The 

warden secretary or Country Clerk office are not able to find facilities' internal 
communications provider to check and see if the TTY system within the facility 

still has or may have had any issues since resolution. The TTY access number is 
working successfully from outside a facility. No further issues have been reported.

5 01/29/15 Customer stated they asked the Operator to relay everything pressed and typed 
during a recording while trying to get a live representative on the line. The 

Operator refused and stated they could not do that. A supervisor apologized for 
the inconvenience. No follow up requested.

02/01/15 A supervisor coached the Operator about the importance of keeping the customer 
informed about the status of the call, as requested by the customer.

Complaint Tracking for IN (06/01/2014-05/31/2015). Total Customer Contacts: 7



6 03/13/15 Customer reported that the Operator typed "one moment please" at the beginning 
of their call. Customer wants to know why they had to wait for the call to be dialed 

and why there was no ringing macro. Th responding supervisor assured the 
customer that we will look into this and follow-up via phone, as requested.

03/13/15 A supervisor spoke with the Operator who explained that "one moment please" 
was transmitted so that the Operator could read the customer's profile notes. The 
Operator reported there were no problems during the out dial and that the dialing 
and ringing macros were transmitted. The supervisor contacted the customer by 
phone. The customer was informed that the Operator needed time to read their 
instructional note and that the Operator had verified that ringing was sent. The 
supervisor noted that the customer remarked about garbling. The supervisor 
explained that perhaps the ringing message was not received. The customer 

thanked the supervisor.

7 04/08/15 Customer called in to report that the Operator took too long to dial out and was 
forced to hang up and try again. The customer called back in and reached the 

same Operator with the same result. A supervisor apologized for the 
inconvenience. No follow up requested.

04/08/15 Operator was coached by a supervisor to remain responsive and focused to 
ensure prompt dialing for the customer.

Date Generated: Thu, Jun. 4th, 2015 @ 02:26:07 PM CT



 

Indiana FCC Complaint Log 

2015 - 2016 



Tally Date of Complaint Nature of Complaint
Date of 

Resolution
Explanation of Resolution

1 07/20/15 Customer states that they asked the Operator for a 

supervisor (as they wanted the supervisor to be able to 

see the screen as to what had just transpired on the call) 

and there was no reply. The customer waited a while and 

then asked the Operator for a supervisor again with no 

reply and then they found themselves transferred to 

Customer Service.  Relay Customer Service response: 

apologized for the problem and assured that the 

complaint would be sent in as stated. No call-back 

requested.

07/20/15 The Supervisor followed-up with the Operator and the 

Operator recalled an event as described by the customer 

and described how the call actually occurred. Supervisor 

on duty was submitted and he reviewed the call. Before 

the supervisor began to introduced himself to the 

customer, the line was disconnected. The Supervisor on-

duty at the time verified how this call went.

2 08/07/15 Customer said the Operator did not relay everything 

verbatim, interrupted the caller, and spoke at same time.  

Apologized to customer and advised him the call center 

supervisor would meet with the Operator. No follow-up 

requested.

08/07/15 Supervisor coached the Operator on proper Hearing Carry 

Over procedures.

3 10/20/15 Customer complaint: The caller reported that the Operator 

did not have a working knowledge of how to process his 

HCO call. There was a lengthy delay before the call 

began and he is concerned that if he had an emergency 

any delay would be a problem. He suggested additional 

training for the Operator. Customer Service Response: I 

apologized for the inconvenience and told him the report 

would be sent to the call center supervisor. Follow up is 

requested.

10/20/15 Supervisor coached the Operator on the correct Hearing 

Carry Over (HCO) procedure. Operator understands the 

need to process all calls quickly. Multiple attempts were 

made to follow up with the customer as per request. 

Message was left apologizing for inconvenience and 

assuring the customer that the Operator was coached on 

the procedure.

4 10/30/15 Customer reports the Operators switched on the call 

without her knowledge. It caused confusion. Apologized. 

Supervisor will be notified. Follow-up requested.

10/30/15 The supervisor met with the Operator who did not 

remember an event of this nature however the Operator 

demonstrated knowledge of appropriate phrasing to 

customers when taking over a call under similar 

circumstances.  Supervisor followed-up with the 

customer.

Complaint Tracking for IN (06/01/2015 - 05/31/2016). Total Customer Contacts: 6



Tally Date of Complaint Nature of Complaint
Date of 

Resolution
Explanation of Resolution

Complaint Tracking for IN (06/01/2015 - 05/31/2016). Total Customer Contacts: 6

5 11/30/15 Customer complaint: The caller reported that he waited 

over two minutes for a response from the Operator so that 

he could make a call.  After no response, he began 

tapping on buttons to get the Operator attention and 

finally was able to obtain the Operator ID number.  He is 

concerned that the inattention of the Operator could be 

bad in the case of an emergency call.  Customer Service 

response: "I apologized, and thanked the customer for 

letting us know. I told him the report would be sent to the 

Call Center Supervisor."  He also requested that the 

Customer Service Supervisor be notified. Follow-up 

requested.

11/30/15 The Supervisor followed up with the Operator and 

coached on the importance of maintaining 100% focus on 

all calls and immediate responses to the customer. The 

Supervisor followed up with the customer via phone.

6 03/28/16 Customer Complaint: The caller reported that the 

Operator did not know how to process his Hearing Carry 

Over call and he was not able to connect to his caller.  

Customer Service response: "I apologized for the 

inconvenience and thanked him for letting us know.  I told 

him the report would be sent to the Call Center Supervisor 

to follow-up with the Operator. No  follow-up was 

requested.

03/28/16 The Operator was met with by the Quality Supervisor. The 

Operator was coached on proper procedure for this type 

of call.

Date Generated: Mon, Jun. 6th, 2016 @ 09:58:50 AM CT



 

Indiana FCC Complaint Log 
 

2016 - 2017 



Tally Date of Complaint Nature of Complaint Date of Resolution Explanation of Resolution

Date Generated: Fri, Jun. 2nd, 2017 @ 07:49:34 AM CT

This was fixed and customer can make calls.

Complaint Tracking for IN (06/01/2016-05/31/2017). Total Customer Contacts: 2

02/14/17 

Customer Service Representative apologized to the customer for the 
additional wait time to connect with a Operator. Customer Service 

Representative recommended the customer continue to hold for the next 
available Operator. Alternately Customer Service Representative suggested 

the customer may press the captions off and on again to re-connect. 
Customer Service Representative noted this added answer time was the 
result of higher call volume in our Call Centers at the time they attempted 

their call. Customer Service Representative confirmed customer was able to 
make their captioned call successfully.

1 06/02/16 
Rural Indiana voice customer cannot connect to Relay using 711. Local 
technician cannot figure out the problem. Relay TRS Customer Service 

opened a trouble ticket. Follow up requested to phone technician.
06/02/16 

2 02/14/17 Customer reported seeing Please stay on the line your captions will be 
available shortly in her captions on the CapTel 840PLUS.
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Appendix G: Relay Indiana Brochures, CapTel and Website Screenshots



Service is provided by Relay Indiana through Indiana Telephone Relay Access Corporation 
to ensure equal communication access to telephone service for people with hearing loss. 
CapTel is a registered trademark of Ultratec, Inc.

Dial the number of the 
person you want to call.

LISTEN to the other person and READ 
captions of everything that is being said.

Speak normally.

www.relayindiana.com

CapTel 2400i CapTel 840 Series CapTel 880i

For people who prefer the familiarity of a 
traditional telephone look and feel.

Available for use with standard analog phone 
lines or with a high speed Internet connection 
(WiFi capable).

A tablet-style telephone with a large, touch-
screen display and helpful menu graphics.  
Ideal for people who prefer a contemporary 
telephone design.  

Ideal for people with low vision or who have 
difficulty reading the standard captions sizes.  

CapTel 880i allows users to customize the font 
sizes, styles, and colors on an extremely large 
display.

For more information about the CapTel service or to get a CapTel phone, contact:    (317) 334-1413  or  (877) 446-8722 (toll-free) 
info@relayindiana.com (email) 
www.relayindiana.com (website) 
www.captel.com (website)
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Appendix H:  Legislation Establishing TRS in Indiana
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Appendix I:  Award Announcing Sprint Accessibility as Indiana 's TRS Provider
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